
Ill. C.C. Docket No. 00-0473 

DIRECT TESTIMONY OF DAVID FIEDLER 
ON BEHALF OF AMERITECH ILLINOIS 

Introduction 

Q. Please state your name and business address. 

A. My name is David Fiedler and my business address is 4533 West Roscoe Street, 
Chicago, Illinois 60641. 

Q. What is your current position? 

A. I am an Area Manager for the Network Services business unit of Ameritech 
Illinois. My responsibilities include overall supervision of installation and repair work in 
the Chicago North region, including the work of 3 10 technicians and 20 managers. 

Q. Please describe your professional background. 

A. I have worked for Ameritech Illinois for 32 years in a variety of positions relating 
to repair and installation. I first worked for 18 years as an installation and repair 
technician, for five years as a repair supervisor, for three years as manager of a center 
monitoring repair workload distribution, for two years as manager of a center monitoring 
the physical location of company plant, and for approximately three and one-half years as 
an operations manager. I have held my current position for the last several months. 

Q. What is the purpose of your testimony? 

A. My testimony will address Ameritech Illinois’ repair history for Mr. Bertelle’s 
telephone service at 2025 W. Grand Avenue in Chicago, Account No. 312-226-8885, 
because it is my understanding that the Hearing Examiner expressed interest in the repair 
history during Mr. Bertelle’s testimony. I also will discuss the general procedures 
Ameritech Illinois repair technicians should follow when making service calls. 

Q. What general steps have you taken to prepare to testify here? 

A. I have reviewed Ameritech Illinois’ trouble history for Mr. Bertelle’s account. I 
also have visited the exterior of his building. 
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Ameritech Illinois Trouble History 

Q. Please look at Attachment A. Can you identify this document? 

A. Attachment A is a printout from the Ameritech Illinois computer system 
providing the trouble history for Account No. 3 12-226-8885. 

Q. As a general matter, what sort of information does a trouble history like this 
contain? 

A. It contains chronological notations regarding the actions of the company to 
address any repair issues reported for a particular account, including whether a technician 
was sent to the customer’s premises and whether the company had been able to ascertain 
the cause of the reported problem. Much of the information in the trouble history is 
presented in a form of code or shorthand. 

Q. Is this document kept in the regular course of Ameritech Illinois’ business? 

A. Yes. 

Q. In the regular course of Ameritech Illinois’ business, is the information in this 
document recorded at or near the time that the information is collected? 

A. Yes. 

Q. Please look at Attachment B. Can you identify this document? 

A. Attachment B is a translation and summary of some of the information provided 
in Attachment A. It lists various repair incidents for the account by date, identifies the 
problem reported, and describes the resolution of the problem. 

Q. Who prepared Attachment B? 

A. Juan Muniz, a field manager in the 31st Street garage in Chicago, prepared the 
summary at my request. I also have compared the repair history to the summary to 
confirm its accuracy and had some revisions made to the summary. 

Q. What do the trouble history and summary show? 
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A. Among other things, the history contains at least seven notations that technicians 
could not obtain access to the customer’s premises: October 8 and 9, 1998; December 1 
and 4,1998; January 2 1,1999; and June 10 and 18,200O. The history also contains three 
notations in December 1998 that the customer had reported a problem but refused to 
make arrangements for access: December 3,4, and 17. The history also shows that the 
service frequently tested as functioning properly to the Network Interface Device (or 
“ND”). 

Q. Where is the NID at Mr. Bertelle’s building? 

A. The NID is attached to the back of the building on the alley side, near the garage 
door. 

Ameritech Illinois Repair Procedures 

Q. Are you familiar with the general procedures Ameritech Illinois repair technicians 
should follow in attempting to obtain access to the premises of a residential customer 
during a service call? 

A. Yes, I am. Under the current procedure, if the technician has a cellular telephone 
available and the technician is provided with a contact number for the customer, the 
technician should call that number to advise the customer that he or she is en route to the 
customer’s premises. Once at the premises, if the technician determines that access to the 
premises is necessary, procedures require the technician first to ring the doorbell or knock 
on the front door of the building. If there is no answer, the technician should leave a card 
at the premises indicating that he or she had visited when no one was home, describing 
any actions taken, and asking the customer to reschedule the service call if necessary. 
Technicians were provided with cellular telephones in late 1998 so that, prior to that time, 
they would not have attempted to contact the customer in advance of visiting the 
premises. 

Q. Does Ameritech Illinois take steps to determine whether technicians are properly 
reporting lack of access for a service call? 

A. Yes, it does. The company measures how many times a technician closes out a 
service call by reporting lack of access. If a technician reports a high number of “no 
access” visits, we would contact some of the customers to ascertain whether the “no 
access” report was accurate. 

Q. Does this conclude your testimony? 

A. Yes. it does. 
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Attachment A 
. 

DLETH EC 111 TN 312 2268885 DFA 0 LD 01-01-69 HD 09-21-00 FRTR MQ32 
1 

l..N EEHTELLE, DONAiLD 1.. 
SA 2025 W GRAND AU 
LDC FLR 2 
---HOST---- 
NO REF’CIRl s C.l.t~Afit:rl CL.CICiE:D 1’81’ RPM SWK RSL. T D c: 

_ - - - - __ _. _ _ _ _. - - - -~ - - - - - _. - - -. - -. - - - - - -. - _ _ _ _ _ _ 

1 CM-OY-00 1037,A :! 0 s - I. Y - 0 0 7QQP Qf,-:!o-Qo 725’A 0 1.0s 0 0 LOO 131.1~ 31.1 
LN - BERTELLE, DONALD L CAT 1 

01 DTR=QS-QY-00 1.037A C:Cltl=06--1.0-00 1.000A RSA=YYU CliS=Y f:XC=N 
CALLED-NO= - - CATEGORY=1 UER-41 CUEFi= 

NAR NDl’ Df’Cl N):D Cttl: 
NAR A 8 3122018385 
ii?. DNT=06-w-00 1.037A EC=S’YEI ST=PS?l [<TE;zQQQQQQQQ WflzNWF RS1.=41. 
NAR SAM2000 
($21 ,,NT=Q‘-.QY-QQ ,,Q:l7& E: c: = :1 Y Y C;T=f’SH RTE.:=QQ()QQ>;Y$! WF=NWF RS1..=4 1. 
NAR SAM2000 004AV41C4 ,22,23Ti~D-2?9,480-4?9~6~~-6~~~3~ 
c))4 DNl--06~QY-QQ 1.037A EC:=;!YY S1’=FL,C, RsE-:=QQQQ()32Q UP-SC:R RSL=1.:15 
NAFi SAM2000 OF’N OUT OOS 
OS DNT=Q6-10-00 .646A EC=?SQ ST=F:DCl RTtf=0)95’4Ol.l.Y WP=NWP RCil.= 
NAR LDC3260 OPN UUT OflS 
:j6 DNT=06-1.0-00 . 7 I. 5 A E c: 2 ;; 6 Q ST-BDCl RTt:=OY5’403?2 WF=NWF RSL= 
NAR L.OC3260 OF’N OUT OOS 
67 DNT=OS-10-00 7S1,A EC:=:122 ST-ClDO RTE:=095’403:!2 UP-NWP RSL.= 
NAR E648990 
<>a DNT-CM-lQ-QQ 7QQA ~:[:=-j-,:, . L.. STaf’cl FiTE~=OYY40:1Z:! UP-IXI RSL.= 
NAR ‘E648990 
:)9 !-,N’i=Q(,--],Q--QQ 7>,Q)A E[;=:,2? ST-IWO RYE~=Q95’4Q32:! WP=RR RSl..= 
NAR E640990 F’FiEMI:SES VISIT TIME 

(,,Q ,,N,-+j&-1Q--QQ 754A EC’=?,” S,-sNA$; ) .A& R,-f.;zQQQQQ32() WF-NWF RSL.= 
NAR E6489YO NO ACCEJJ =? CALLED C:RR NllMErER NA DIALTONE GOOD NLO 
I 1 DTR-06-13-M l.O)t;0A C:CIN=(!Crl.EI-QO 1.2GOP RSA=l 66 CI/Ci=Y EXC:=N 

CALLED-NO= - - CA.I’EGClFIY=l VER=LU CUEFi= 
:JAR NOT $l:CAS RE:lI lXif~“lX’CI Ctit: Rf’TD E2Y MH Elr:Rl’E~l.L.f: ORDER C:YSZ~30:!:~El~ IDI) :!000B6 
NAR 6 ICASY8 
NAH A OCaOOA tl 31.2:<01 8ElEl5 
12 DNT=o&-13-00 1Qs;2A EC=‘t>:]l ST=FD,, R’fEzQQQQQ32Q WF=SCR F<$jLz’LQfl 
NAR SSM5Y CllST REIJ DISPATCH CICIS 
13 DTFi=O6-13-00 1056A COM=06-ID-00 1200f:’ FiSA=254 O/S=Y EXC=N 

CALLED-NO= - - CATE:GCIRY=l. uf:K=L.LI CUEIR= 
NAR NOT BICAS ADD INFO KNCK LDLY NDS FRNN DISF’ RF’TD E:Y NR E:ERTELLE ~LDGPNJUS CR 
VAK TD SUE Wt. GCl F’KESDTL IF NT RPR ?:C:ASYEl 
NAR A ObOOA EC 312201033~ 
14 DNT=06-IO-00 7SEIA EC:=:!67 ST=8DO HTE:=O5’940R:!0 UP-NWF RSl.= 
NAR LOC3267 CUST RER DISPATCH OOS 
! 3 DNT=QS-LH-QQ 83YA EC:=:!67 ST=PDCI RTE=QwQQ:j2Q WF-NWF RSL.= 
NAR LClC3267 CUST RER DISPATCH OOS 
:.h DNT=QS-18-N 3:iYA EC:=267 ST=BDCI HTE=095’401.27 ,.Jf,=,.JWf:~ RSL= 
NAR LOC3267 CUST HEQ DISF’ATCH 005 
17 DNT=06-lEl--00 1.036A EC:=].27 ST=DDD RVE:=09940127 wF’-NWF RSL:= 
NAK H&02454 
:.8 DNT=06-18-00 I.I.l.SA EC:=127 ST=OFCt RTE=0Y9481.27 UP-DO RX= 
NAR H602454 
:.Y DNT=Q6-1.8-Q0 l.l:IOA EC:=l.27 ST=OPCI RTE,:=BYY40127 UP’-RR RSL.= 
NAR HLQ2454 FKEHISES VISIT TIME 
?Q DNT=06-l.EI-00 1.21.SP EC:=l.27 ST=NAF; R,-E.:=QQQQQ:.2Q WF’LLNWP RSL.= 
.KXX CCINTINUED ON NEXT PAGE XXX 



I)l.ETH EC: 1.1.1. TN 312 :i?688H5 IOF’FI 0 LD 01.-01.-69 HD OY-21-00 PRTR MO32 

NGK ti60:‘.454 NCI ACCESS GD TO l-HE: C&C: 
21 DNT=06-19-00 517P EC=231 ST=F’DD RTE=BOOO0320 WF’=SCK HSL= 
NGfi LCIC:3-‘31. L 
22 DNT=06-19-00 517P EC=231 ST=L’DO RTE=09940106 WP=NWF’ RSL= 
NM\’ 1.01”-‘I431 . . L 
13 DNT=06-19-00 53OP EC=106 ST=DPO KTE=09940106 UF’=OO HSL= 
NAfi D728954 
24 DNT=06-lY-80 545F1 EC=1.06 ST=L>PO RTE=O95’401.~6 WF’=HR RX= 
NAH 0728954 PREMISES VISIT TINE 
25 DNT=06-lY-00 7QQP EC:=l.M ST=CCA RTE’=000001.0)6 wP=CRCl RSL= 
NAT\’ D728954 
26 DNT=06-19-00 ;pQQp Et:=l.Q.S ST-CL-D HTE=GOBC~~.~~ Wf:*xN,.Jp RSL= 
NAH D728954 REPAIRED IW TRE:LE 

-_------~-_--___--------------~------ - - 

2 ol.-:!o-YY 1. 1.47.4 2 01 -:!<I-YY 
LN - RERTELLEI DONALD ; 

lQ2P a1 -23-95 I.OEIP 931. 504 Q 108 1.01 131.1 31.1 
CAT 1 

01. OTR=Dl.-20-mYY 11.47A C:CIfl=Ol-21.-YY 700P RSA=YYY O/S=Y EXC:=N 
CALLED-NO= - - CATEGDRY=l VEH=31 CVEH= 

NAN AHIS NDT AP 
NAK A 8 312201.8885 
0;: IDNT=01 -20-YY I. 147G E:C:=YYY s,-=p:;fq RTF:=00000000 ,.Jfk,.,WP R s 1. = 3 I. 
NAR AftISPfrOD 
Q:L DNTd1:-:!O-YY 1.1 47A E:C:=:‘YY ST=f:‘:iH F2TE=000QO:!YY WP=NWP RSL-31 
NAR ARISPROD 804ANRNO RECillLGfi RULE FOUND 
04 UNT=01 -20~-YY 1.1.51.G EC:=Y¶.4 ST=PDCI RTE=00000320 Wf)=TST RSL=lOEI 
NAR SSFl59 DPCH RES ARIS SHClfrT l-101: 00s 
OS ONT-0l.-:!I.-YY 63YA E c: = 3 I. 2 ST=E!DO RTE=O95’40100 WF’=NWf’ R9L.z 
NM? LClC3312 DF’CH RES ARIS SHORT l-101: ODS 
06 L>NT=Cl -21 -99 645G EC:=l00 ST=l)DCl RTE:=fiY5’401,00 WP=NWP HBL= 
NAR 940100 
07 L>NT=OI -21 -YY 700A EC:=:!30 ST=DPCI HTE=OYY40100 WP-DC1 KSl.= 
NAH LOC3230 
QE: DNT=QI-:!I,-YY RI.54 EC:=l.QQ ST=NACi FrTt:=woo0344 WP-NWP RSL= 
NM LOC3230 NALC TRBL ‘TOWARD AF’T 
OY DTR-01.-23-YY OI.I!G C:CIM=Ol.-23-99 l.;iQQlF’ RSA=724 O/S=Y EXC=N 

CALLED-NO= - - CATEGORY=1 VER=NV cum= 
NAR PR1:S CRC: CKA REILJ DISF /AC:C::ll.G-1.230F’ ONLY ;t:Nt: HRD METL. DOCIR/DLSf:‘lITES CF’E: TR 
NAR L/PIP LCS1724 
NAR A 1lWA E: ACE’ TIL I.-“lOP/t’Nt 
10 DNT=01-23-99 814A ‘EC=931 

L. \\ QQQQQQQQQQ 
ST=F’DO RTE=00000320 WP=.fST RSL=108 

NAR SSNt;Y ARTS C:lIST REII;’ IDISF’GTC:H CIOS 
1.1 DTk=OL-xi-YY 1.040G CCItl=O1-23-99 700F’ HSG=:;SS CI/S=Y EXC:=N 

CALLED-NO= - - CATEGORY=6 ‘JER=NU CVER= 
NAR AR18 CBC: CRA RED DISf. /GC:C:: l.lA-1230F’ DNLY;ENt: HHD METL DOClR/DISPlITES CPE TR 
NM L/AF’ L~CC3556 
NAH A 11.00A E: KC: TIL. 1230F’/t:Nt: QQQQQQQQQQ 
12 DNT=Ol-23-99 1155A EC=584 ST=DPO RTE=09940584 WF’=DO FiSL= 
NAR 940584 
1.3 DNT=Ol-Z:i-YY lO’!P 

( ~~“D~;~;~“,,-Y, ,,,, ;;:p; ,“;:;;f: 

KTE=00000584 WP=C:RCl RSL.= 

RTE=00000584 WP=NWF) 
NAR 940584 REMWED DEFCTUE I.WCONNCl’D TO SUB’S LNTOt:) 

HSL= 

--- -_-------_-__-___--_________________ 

XXX CCINTINUE~D ON NE:XT PFIOE! xx* 



DLETH EC 111 TN 312 2268885 DPA 0 LD 01-01-69 HD Q9-21-00 FRTR MO32 

3 1.2-?Q--9H 4QQP 0 12-;!H-9El 9QQA I.:!-:!II-YEI 1.01 YA 0 1.30 0 0 1.0% 1.321 31.1 
LN - HERTELLEr DONALD L CAT 4 

01. DIR-12-20-98 4QQF’ CClH=f.;!-:!S-9EI l.QQQA HSA-555 CI/S=Y EXC:=N 
CALLED-NO= - - CATEGORY=4 VER= 0 CVER= 

NAF; NDT CRA C:BC: PHCINE: RINGS CINC:E THEN ND1 
NAR A QSQQA E: 1QQQA EXEC APPEALS 
02 DNT=l2-:!Q-YEt 4QQf‘ EC:=SSS ST=PSfl RTE:=QQQQQQQQ WP-NWF RSL.= 
NAR LOC3556 
03 DNT=l.2--:!I.-YEI 45%’ EC:=ZYY ST=FSH RTE:=QQQQQ29Y WP=NNP RSL= 0 
NAH LOC3556 SQ4AHCONOS E32N 
04 DNY-12-:!I -9H 453P EC:-?.YY ST=PDD HTE=QQQQQ32Q WP=SCR RSL=lQS 
EJAR LOC3556 RES 00s 
0 S D N T = I. 2 - 2 6 - Y El YQ4A EC:=202 ST=DDU RTE;=Q99401,26 WP=NWP RCiL.= 
NAR LOC3202 frES OOS 
06 DNT-12-26-vYH YQ7A EC:=1.26 ST=DDCl RTE:=QYY401.2!6 WP=NWP HSL.= 
NAR 940126 
07 DNT=l Z-:!6-5’S YQQA E:C:=1~66 ST-Df’O RTE:-QY5’4Ql.26 WP-DO RSl.= 
NAR LF’MC166 
QEl DNT=l.:!-Z6-YEI Y4:5A EC:=l.66 ST-RMR RTE~=QQQQQ32Q WP=NWP KSL= 
NAN LF’MCl66 FUTURE-NO ONE HME 1:126 
QY DNT=l.Z-.. -‘6-5’S 94SA EC:=126 ST=PDCI KTf=QQQQQ32Q WP=NWP RSl.= 
NAR LF’MC166 FUTURE-NO ONE HME +126 
:,Q DNT=l2-26-YEI l,l~SQF EC:=Y33 ST=TST RTE=QQQQQYHQ Wf’=NWP RS1.= 
NAK HTESTS9 /INET RETEST OK VER Q/ 
1.1 DNT=12-27-5’8 ;75y* E[:=;!Z;! ST=f’DCI f?TE:=QQQQQ320 WP=NWF’ RX= 
NAR LOC3222 OUR 
1~ 2 DN T = 12 -2 El-Y El 7 1. I, A EC:.=:!],2 ST=F’f’.l F;TE:=QY5’4Ql 3Q WF’=NWP RSL= 
NAR ILOC3311 OUR 
1.3 DNT=12-?EI--YEI 7S7A Ec:=:ll.:! ST=DF-,I FiTE:=QYY4Ql.:IQ WP-NWP RCiL= 
NAH LOC3312 
14 DNT=l.:!-?El--5’S 94EIA tiC:-l.5C, ST=RDCI RTE=QPY401.30 WP=NWP RSl.= 
NGR LPMC156 
15 DNT=12-:?S-YS Y5QG EC:=l.56 ST=DDCl KTE=QYY401 3Q WP=NWR KSL= 
NAR LPMC156 
1.6 DNT-1.2-:!EI-YEI 8QQA EC-1.30 ST=DF’Cl RTEI=QYY4013Q WP=DCI F<SL= 
NAR 940138 
17 DNT=l?-;!EI-YEI YQQA E:C= 1.30 ST=CCA RTE=QQQQQ13Q WP-CRC1 REiL.= 

Afr 940130 
I Cl DNT=1~2-:!EI-YEI 

.___.. 
YQQA Ec:=l.30 ST-CLCI 

4 12-1.7-YO 321P 1. I. 2 - I 7 -Y El SQlP l?-I~;‘-YEI 51.w 430 0 Y3Q lQEl 480 784 600 
LN - GERTELLEY DONALD L. CAT 4 

01. DTR=12-17-5’S 321 F’ CC~M=l.2-l.S-9Fl 7QQP RSA=3hl Cl/S=Y E:XC:=N 
CALLED-NO= - - CATEGORY=4 VER= 0 CVER- 

NAfi CRC: INTRMTNT IC GE:TCi I./:! RNG THN IDISC EXE:C: APPt:GLS FLIT N RE:F’DRT F’Elf< MAF<t: EV 
NAR N THOUGHT TON 
NAR A Q:lQQf’ t:: EXEiC: Af:‘PEALS HARK 31.7Zh563YS 
Et2 DNT=12-17-YS 321P EC=361 ST=F’SM f<TE=QQQQQQQQ WF’=NWP RSL.=Q 
NAR LCS4361 
($3 DNT=l2-17-5’S 321 F’ f:[:r;!~?y ST=pSH ~-(E:=QQQQQ:~y5J WP=NWP RSi.=Q 
NAR LCS4361 804AHCONOS E32N 
3 4 D N T = I. 2 _- 17 - Y FJ 321 II EC:=:!YY STzP,)[) RTE;xQQQQQ:{~Q Wf*=$CR RSL=l.QEl 
NAR LCS4361 RES OOS 
Q5 DNT-l,2-l7-YH 35l~P EC=Y53 ST=TST RTE=QQQQQYElQ WP=NWf’ RS1.= 
xxx CONTINUED ON NEXT RAGE XXX 



. 1 , 

DLElUi EC 111. TN 31.2 ?ZSEIHH5 DPA 0 1.0 01--Ql-6Y HO oY-:!l-oo PRTK HO32 

. NAR RTEST:;Y /INET RETEST Clt: WEti O/ 
06 DNT=12-17-98 352P EC=062 ST=F’DO RTE=00000320 WP=NUP RSL= 
NAf< LDC:4062 DVR /I PER EXCUTU APt’1.S 
07 DTR=lZ-17-90 45YP CDM=lZ!-l.S-YEI 700F RSA=33S 

CATEGORY=1 UER=;U CVEF<= 
Cl/S=Y EXC=N 

CALLED-ND= - - 
NAR C:DC: CANCEL PER MARK EXtIC: AF’PLS SYS MR WCINT MAKE ARRGHNTS FOR ACC: IC GTS tit. 
NAR RING GCO LCS433.S 
NAR A 0300P G fiXEC: AF’t’1.S HARK 3172656395 
08 DNT=12-17-Y8 501P EC=Y30 ST=PSA RTE=00000981 WF’=TST RSL=lG8 
NW SSMSY 
05’ DNT=l.Z-1.7-YS 581 f’ EC:=Y30 ST=C:C:A RTE=00POOY30 WF’-C:RI RSL=000 
NAR SSM59 
1.0 DNT=l:!-l7-YS so1 F’ EC:=930 ST=C:Lfl RTE=00000Y30 WP=NWP RSl.=QQQ 
NAR SSM59 CANCEL/OK PER SUB DOS LlPCTFi 

:; 1.1 -3Q--YEI 354P 3 Y2-Q4-YH 1.2:iP 1.2-I 4-5’S 1.042A Q 1]7, . s. 0 0 1.0:’ 70fI 6QQ 
LN - GERTELLE, DONALD L CAT 1 

01. DTK=ll.-30-YH 354P CDM-1.2-01 -YEI 700P RSA=312 O/S=Y EXC=N 
CALLED-NO= - - CATEGORY=1 VER=22 CVER= 

N&K NDT CRA IC:AS AP/AC TEST;=Q.SOK =SOt: HARD SHCIRT SHORT 
NAR A 03OOP H 3122010885 
Q:! DNT”ll.-30--YS 354’ E c: = 3 I. 2 ST=PSH RT[:=QQQ(.)QQQQ !.p-tJwp R$;L.=:!:! 
NAR LOC3312 
03 ONT=lZ-01-98 955’A EC:=ZYY $Tzf:‘$;” Rrf~=wow2YY Wf:'zN,.,P R:;L.=-f' ‘L 
NAR LOC3312 S04AHCDNOS E3ZN 
04 DNT=l2-Ql-YR YSYA EC-ZYY ST=f’DC\ KTE=00000320 WP=SCR RSL.=lBH 
NAR LOC3313 RES 00s 
M DNT=lZ--01,s-YS 244P EC:=1.1.Y ST=DPD RTtr=o5’Y40l.lY WP=DCl RSL.= 
NAR 340119 
OS DNT=l2-01.~-YE! X!W E’. C: = 1. I. Y ST=NAS RTE;=c)00001 1.9 WF’+J,.JF:’ RSL.= 
NAR 940119 NO ACCESS NA SUB AND APT DT GD TO NID 
07 DTR=lf!--03-sYfi 44YF’ CcIH=1.2-04-9El 7QQP RSA=S74 O/S=Y E.XC=N 

CALLED-NO= - - CATEGORY=1 VER=LU CVER= 
NAR NDT RED DISF’ SLIfI RGFLISE ID GIVE: ANY CCIHM TME 
NAR LCS1874 
NAR A 00O)BA f3 ACC:N 31.2201.E1nR; 
Q8 DNT=12-03-98 450F EC=931 ST=FDb RTE=00000320 WF’=NWF RSL= 
NAR SSHSY PREV ND ACCESS NA SUD AND APT DT GD TCI N 
03 DNT=12-04-Y8 756A EC=313 ST=E:DD RTE=59940327 UP=NUP RSL= 
NAR LCIC:331.2 F’RC:V ND AC:CESR NA SLIB AND APT DT GD TCl N 
10 DTR=l2-01-98 40QF’ COM=12-Q4-98 700F’ RSA=Z31 O/S=Y EXC:=N 

CALLfID-NO= - - CATf:GClRY=h VEK-NW c:vtx= 
NAR NOT HER DISP SUB RCFUSE TO GIVE ANY COMM THE 
NAR LcIc:3231, 
NAR A OOOOA K ACCN 312201S8S5 
1.1 DTR=l2--04-YEI 1.233P C:ClM=l S-04-90 700P RSA=563 O/B=Y EXC:=N 

CALLED-NO= - - CATEGORY=1 VEH=NV CVER= 
NAR NDT KEG DISP SUB Rf:FLISE TCI !;I’Jf: ANY CDMM THE 
NAR LCS3!%3 
NAR A 3000A D ACC:N 31.2201.fIHS5 
12 DNT=l2-04-99 1235P EC=327 ST=DDO RTE=59940327 WP=NWP RSL= 
NAR Y40327 
13 DNT=12-04-98 1QQP EC=327 ST-DF’O RTE=59940327 WP=DO RSL= 
NAR 940327 
1.4 DNT=lZ-04-YR 124F’ EC:=327 ST=NAS ‘KTE=00000327 NP=NHP RX.= 
XXIX CONTINUED ON NEXT F’AGE xxi: 



. I 

DLETH EC 11.1 TN 312 226flflH5 DPA 0 1.D Ql-01-69 HD W-Zl-OQ PRTR nQ3 

NAR 949327 NCI ACC:ESS N F’Rf:Fl l.C:/LMSG 3RDNA 
15 DNT=12-04-98 13%’ EC=327 ST=CCA RTE=QQQQQ222 W=CRO RSL= 
NAK LCIC3222 
16 DNT=l2-04-98 125P EC=iZZ ST=CLD RTE=QQQQQ222 UP=NWP RSL= 
NAR LClC3222 NA OUR S GAYS 

6 ll.-38-Yfl 3S4P 0 1.2.-QI-YEI Y53A 1.2-Ql,-Y8 YSS’A o 0 0 0 I,00 0 
LN - BERTELLE, DONALD L CAT 1 

01 DfR=ll-30-mYEi 3540 CClH=l.2-Qf-98 7oQf’ RSA=43Y U/S=Y EXC=Y 
CALLED-NO= - - CATEGORY=1 VER= CVER= 

NAR NDT ICAS AP/AC: TEST::~=Q.SQt: C=SQt: HAKD SHCIRT SHORT 
NAR A QJQQF’ H 3122010885 
Q:! DNT=ll-3Q-Y8 3S4P EC:=439 ST=FSH RTf~=Q0Qo0oo0 WF=NWP RSL= 
NAR ICAS98 
03 LINT=11 -3O-YFJ 354F’ EC:=:!YY ST-PSti RTE=QQOQo:!YY WF>=NWF’ RX= 
NAR ICAS98 SQ4AHCDNOS E32N 
Q4 DNT=ll-38-mYS 354P t:C:=:!YY ST=PDCI RTf:=OOOiD03:!0 WP=SCR RSL.= l.QH 
NAR ICASY8 HES DOS 
QS DNT=12-Ql.-YS YS3A EC=31.? ST=Cl.D RTE-QQQQQ32o WP-NWP RSl.=loG 
NAR LOC3312 SHOULD HE CRA 

----___---___--___--------------------- 

7 11~-03-YE1 lQl3A 0 l.l.-Q3-YEI 1.01.4A I.].-Q3-YS lQJ.fIA 0 0 Q 0 El00 11.31 l.Yl, 
LN - EZRTELLEI DDNAL.D L CAT 6 

Q]. D-(R=lj -O:!--5’2 1013A CDH=l. I -Q4-Y8 7QQP RSA=:;3Z U/S=N EXC=N 
CALLED-ND= - - CATEGORY=6 VEFi=l7 CVER= 

NAR HISI: INF:CIR FCIR DCINNA IN K.I ASKING TCI FLAG ACC:T SO THAT SLlG UILL NDT G Rf:EiF) 
NAR NSE:LE FOR E:ILLING 4 CSE TRElLE 
NAK A H CRCIU 
QZ DNT=ll-Q3-98 lo13A EC=532 ST=PSM RTE=QQQQQQQQ !.lP=NHP RSL-17 
NAR LCS3532 
03 DNT=ll-03-98 lo14A EC=299 ST=F’SH RTE=QQQQQ299 UF’=NWF RSL=17 
NAR LCS3532 SQ4AtifKIINFCI EBZFI 1~31N 
04 DNT=ll-03-98 lQ14A EC=299 ST=CCA RTE=QQoQQ299 cIP=SCR RSL=908 
NAR LCS3532 INFCI GUN TO SLIS DFC: I:EF..TRf~L. HISTDRY rPXC 
85 DNT=ll-03-98 1014A EC=299 ST=CLO RTE=QQQQQ?.99 UF’=NUF RSL=9QS 
NAR LC:S3532 INFFJ GUN TO SLtS OFI: I.E.TRRL. HISTURY rPl:C: 

__--_-_‘__--__-__--_---_________-_______ 

El ll.-Q3-YEI I.QQSA Q ll.-03-98 1OOfJA 1.1.~O3-YEI 1OOYA 0 0 0 0 RQO 1.1.31. lY1 
LN - SERTELLE, DONALD L CAT 6 

01. DTK=ll-03-YH l.QOlA C:ClH=1.1.-04-YS 7QQP RSA=S4Y O/S=N EXC:=N 
CALLED-NO= - - CATEGORY=6 VER=LU CVER= 

Q2 DTR=ll-03-90 IQQSA CClti=1~1-04-98 7QOF’ RSA=:i4Y O/S=N EXC=N 
CALLED-NO= - - CATEGORY=6 VER=LU CVER= 

NAR HISC HISC 
NAK A B A 8 
03 DNT=ll.-QB-YS 1.oQl.A EC=549 ST=PSH RTE=OQQQoQQQ WP=NWP RSL=LU 
04 DNT=ll-03-98 lOO8A EC=549 ST=FSM RTE=QQQQQQQQ WP=NM’ RSL=LU 
NAR LCS354Y t.c:s3549 
05 DNT=ll-83-98 1OQlA EC=299 ST=PSH RTE=QoQQQ299 UP=NUF RSL=LLl 
Q6 DNT=ll-Q3-YEI l.QQfIA c:c:=:<yy ST=F’SH RTE:-QQQQQZYY UP-NWP RSL.=L.LI 
NAR LCS3549 GQ4AHGDINFOLCS3549 804AHDOINFO E92Fll31N E92F1131N 
XXX CCINTINUED ON NffXT PAGE xxx 
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07 DNT=l.l.-M-YE1 l.OOl.A EC:=2YY ST=CC:A F:TE=00000299 WP=SCR ~RSL=YOEI 
‘08 DNT=ll-03-98 1008A EC=299 ST=CCA RTE=Q0000299 WP=SCR RSL=908 

NAR LCS354Y INFO GUN TOLCS354Y INFCI GUN TO till8 OFC I,t:.TRHL. H BUS OFC I.E.TRBL. 
09 DNT=ll-03-98 1OOlA EC=299 ST=CLO RTE=OQ000299 WP=NWP RSL=908 
1.0 DNT=l.J.-03-Yfl l.O)BEIA EC=2YY ST=Cl.Cl RTE=000002YY WP-NUP RSL=YOEI 
NAR LCS3549 INFO GUN TOLCS354Y INFO GUN TO E-:US OFC I.E.TRGL H HUS OFC I.E.TRBL 

-_------__---_--__--------------------- 

Y 11-03-98 1.OOlA 0 ll-03-991 1.00lA l.l.-03-YE1 I.MYA Q 0 0 0 800 1.131. I.Yl 
LN - GERTELLEr DONALD L CAT 6 

1Q lQ-QY-Y8 1007.A Q lo-QY-YEI 647P 1.0-QY-YU 650F 
LN - BERTELLE, DflNAL.D L CAT 6 

Ql UTR=l.B-OY-YH l.OO:!A C:llM=1,0--09-98 700P RSA=226 
CALLED-NO= - - CATEGORY=6 VER=LU CVER= 

NAU TRAN AHIS TRAN AP TtIu 
NAR A B 
02 DNT=lO-OY-YO 1.002A EC=226 ST=PCiM RTE=00000000 
NAR LOC3226 
03 DNT=l.O-BY-YE.! I.QQ3.A tiC=2YY ST=PSH RTF=CWQQQ2YY 
NAR LOC3226 804AHSMLOS E139N 
04 DNT=lO-OY-98 l.QQ3A EC=?.YY CJT+.Ds R,-[.:=QQQQQ32Q 
NAR LDC3226 StlL E:US DOS 
Xi DNT=l.O-BY-Y8 4w)f EC-263 ST-SDCI RTE-SElY401.21. 
NAR LOC3263 StlL E:US 00s 
06 DNT=LB-09-YEI SS7F’ EC=l.21 ST-I>DCl RTE=SElY401 21. 
NAR 940121 
Q7 DN,-=1Q-.QY-Y8 6QQF:’ EC-l.21 ST=L>PCI RTE=YEIY401.21 
bJAR 940121 
0.8 DNT=10-OY-YEI 647P EC:=].21 ST=CCA HTE=00000121 
NAR 940121 
QY DNT=10-09-98 647P EC=1.21 ST=CL.CI RTE=QQQQQL21. 
NAR 940121 DT GD TO NID, SUB NOT PHESENT,LEFT CARD. 

0 1.21 0 Q 300 1.241 600 

CI/S=Y f:XC=N 

WP=NWP RSL=L.U 

WF’=NWF R8L.=L.lI 

WPzSCR R81.z I.08 

WP-NC(f) REX.= 

WF’=NWP RSL= 

WF’=DO RSL.= 

WP=CRCI RSL= 

,.JFkNUF> RSC.= 

__ - - - - - - - - __ - - _ _ _ _ - _ _ - - - - - _. - - ._ - _ _ _ - - - - - - - 

: 1 I.+O&YFJ 5’1 El? Q lQ--W-Y8 SSW I.+OS’-YEI 1.000A Y1.O 0 440 YQEI 301 
LN - BERTELLE, DONALD L CAT 1 

01 DTK=l.O-.06--Y&l 5’l.ElF CCIH=l.0-OR-951 7QQF’ RSA=YY Y WS=N EXC=N 
CALLED-NO= - -, CATEGORY=1 VER= 6 CVER= 

NAR AKl:S TRAN AP TtlQ 
NAR A 8 3122018885 
02 DNT=l.O-M-YFI 5’1.8P EC=YYY ST-F’Stl Rl-E:=0O000000 Wf)=NWP ~RSL.=LLI 
NAR ARISPROD 
~93 DNT=l+Oh-YEI 920F.’ EC=?YY ,CiT=PCiH RTE:=O00002YY WF’-NWF RSl.= 6 
NAR ARISF’ROD 804ANRNO REGULAR RIJLE FOUND 
04 DNT=l.O-M-YE1 Y24F) EC-?l.Q ST=t)DCI RTE=00000320 WP=TST RSL.=YBEI 
NAR SStl59 DPCH RES SHORT l-lO)t< 
05 DNT=lO-OS-98 722A EC:=?75 ST=BDCl Rl’E:=OYY40177 UP-NWP KSl.= 
NAR ~0~3275 DPCH RES SHORT ~-lot: 
cl6 DNT=lO-OU-YEI 1.1 2:iA EC=].77 ST=DDCI RTE=OYY40177 WF’=NWP RSL= 
NAR 940177 
~37 DNT-10-OH-YO 1.124A KC:=296 ST=RHR ATE:=00000320 WP=NWP KSL= 
NAR LOC3296 
xxx CClNl’ItJLIEll CIN NEXT PAGE *xx 

8Q3 SW 
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Qtl DNT=lQ-Q8-YEI 1.1.24A EC:=l.77 ST=PDCI RTE=QQQQQ32Q WP-NWF’ RSL.= 
NAR LOC3296 
QY DNT=lQ-QEJ-YEI 137F’ EC-l.33 ST=DPO RTt:=QYY40133 UP=DCI RN= 
NAR 940133 
1.0 DNT=l.Q-QEI-YB 21 1.P EC-l.33 ST=F’D): RYE=0000BS00 WP-NWP RS1.r 
NAR 940133 CO NO ACCESS ‘TESTS UDC?NOT UDC 
I. 1, DNT-1.0~QR-YEI 244P EC=SQQ C;T=Df:‘I RTt~=QQQQQ:iQl. WP=DI HSL= 
NAR CODEFIVE WFA/DI ID 2BlNDQQ18 LOC CHCGILMODSl CTR CHCGILFRSFD 
1.2 DNT=l.Q-QB-YB 545’F’ EC:=:;BQ ST=VC:R HTE=QQQQQYYY WP=NWP RSL.= 
NAR CODEFIVE XVOK MDF THRU COILS 
1.3 DNT=lQ-QEI-YE1 SSW’ EC=44Q SS=CNA RTE=QQQQQ226 WF’=CRI RSL= 
NAR LOC3226 
14 DNT=l.Q-OH-YB StiQf’ EC:=226 ST=CLCI RTt:=OQQQQ226 WPrNWP RSL= 
NAR. LOC3226 XVOt: MDT THRU COILS 

---I __ -___--______I-___--- - ---- - -_____-- 

1.2 10-m-Y:; 1.1.w 0 lo-%Q-Y5 230F 1.0-:!0-Ys 3 I. 1. F’ OlhEl 0 0 1.00 431. 311. 
LN - BERTELLE. DGNALD L CAT 1 

Ql DTR-1 Q-20-95 11.3P Con=l.Q-2l.-Ys l.QQP RSAzB7EI CI/S=Y EXC=N 
CALLED-NO= - - CATEGDRY =l VER=NV CVER= 

NAR NDT CCCI CBC: 
NAR A 8 
‘.:a:! DNT=l.0-20-5’5 l3.W EC~El7EI sT~;faSt, R,-E=(j()0QQcjOcj WP;INWP RSL=NV 
NAK T401569 
03 DNT-l.Q-20-95 1. 1.4F’ EC:=2YY ST-PSH Rl’E:=QQQQQ:!YY WF’=NWP RSL=NV 
NAR 1401569 YQ4AHCAE:FAIL E24t:N 
a:)4 l)N’I’~,.~--:~Q--Y~ 1.14F’ EC=2YY. ST=Df:C RTE=QQQQQ3EJQ WPZSCR RSL=lQQ 
NAR T401569 CAB FAIL/NO MLT TEST/OOS 
‘ss ,)NT=].()-;‘!,J--75 1.14F’ FC=29Y ST=DDCI RTE-QQY1~13SQ Wf’=NWP RSL.= 
NAR CTTN=BS434 - ATTACHED 
ij.5 DNT= l.Q-2Q-YS 23QP EC=l.bEl ST=C:CA RTF:=QQQQQ3QQ WP=CRCl RSL= 
NAR D4451.52 CTTN=BS434 
Q-7 ,)f.Jfzl.&.:<0-y~ 230F EC:=380 ST=C:LG RTE=QQQQQ3QQ WP-HWP RSL.= 
rJAR D445152 WET TERtl/C:UT CABLE OFF TO CLFc /CTTNBS434 

LAST CLIP DATE! - Q- 
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Attachment B 

CUSTOMER NAME: Donald L. Bertelle 
ADDRESS: 2025 W. Grand Ave., 

Chicago IL. 60612 
TELEPHONE NUMBER: 312 226-8885 

BACKGROUND OF COMPLAINF: 

Mr. Bertelle complaint is directed to an improper installation of his telephone line and 
believes that we are unreasonable on his requests. stating a refusal to repair service. 

FMDINGS: 

. 

. 
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. 

. 

. 

. 

. 

. 

. 

. 

. 

October 20, 1995, a no dial tone trouble report was created and corrected the same 
day with a oarrative of a wet terminal. 

October 6, 1998, trouble reported tested twice dispatched out on the 8’, closed as “0 
access same day. 

October 9, 1998. line was reported as out of service. it was dispatched the same day, 
closed as good to h’lD. subscriber not present. left card. 

October 3.1998. there is some documentation asking to ftag account so that. the 
subscriber will not be responsible for billing as a result of the case oftrouble. 

November 30. 1998. case of trouble reported as NDT no documentation 

December 1. 1998 reported as 00s cleared the same day as no access good to NID. 

December 3, 1998. reported as NDT requested dispatch subscriber rethse to eive any 
Commitment time. documentation reflects previous no accpss to apartment good to 
NID. 

December 4. 1998. customer called with a no dial tone problem requested dispatch 
and refused to eive anv commitment udocumentation reflects no access over five 
days. 

December 17, 1998. reported as CBC intermittent IC gets % ring then disconnects. 
Reported by the Executive Appeals ( Mark ) the same day was cancelled by Mark 
Stating that customer did not want to make arraneements for access. ok per 
subscriber. 

December 20.1998. trouble reported by Executive Appeals as NDT. CBC. phone 
rings once then no dial tone. 

December 26. 1998. reported as 00s closed as fimtre job no one home 

December 28. 1998. same case of trouble from December 261h. dispatch out 
trouble to CPE. 
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January 20, 1999, telephone reported as NDT (no dial tone). 

January 21, 1999, telephone was cleared as no access trouble towards the apartment. 

January 23, 1999 reported again as cannot be called, customer requested to knock on 
hard metal door and is disputing CPE (customer provided equipment) trouble. This 
case was closed as removed defective IW connected to subscriber’s line, test ok. 

June 9,2000, trouble reported as NDT (no dial tone). Test shown open out, 
dispatched and closed as no access. Tech called CBR (can be reached) number and 
shows dial tone good to NID. 

June 13,2000, trouble reported as NDT, requested dispatch, knock loudly, needs 
foreman. Reported by customer, Mr. Bertelle, subscriber will go presidential if not 
reported. Same case on June 18*, customer requests dispatch. Technician 127 went 
to premises. No access. Line tested good to NID (also known as CAC). 

u-3 June 19,2000, technician went to premises. Repaired trouble with IW. 
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